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1. Local,	transit	or	arriving?	2. Flight?	3. How	often	do	you	travel?		
Local	passengers	(interview	at	the	gate)	
1. Arriving	to	the	airport	1.1. How	would	you	describe	the	way	you	were	prepared	yourself	for	the	air-port?	1.2. Describe	the	arriving	to	the	airport.	1.3. Imagine/tell	if	something	went	wrong/exceptionally	well,	describe	the	situation?	1.3.1. Additional	questions	
2. Check-in	2.1. How	and	where	did	you	do	the	check-in?	Why?		2.2. Describe	what	you	saw	at	the	check-in	area.	/	Describe	the	airline	per-sonnel	at	the	check-in	area.		2.3. How	do	you	feel	about	the	check-in	process?	Did	you	find	the	check-in	easy	to	execute?	Why?	What	did	you	find	easy	and	what	not?	Accessibil-ity!	2.3.1. If	you	encountered	any	problems	or	irritating	factors	during	check-in,	how	did	you	solve	them?	(How	the	airline	personnel	took	part	in	your	check-in	process?	Did	they	/	did	they	not	and	why	do	you	think	they	didn’t?)	Service	recovery!	2.3.2. Imagine/tell	if	something	went	wrong/exceptionally	well,	describe	what	was	the	factor?	2.3.3. Additional	questions		
	 43	
3. Bag	drop	3.1. Continue	your	journey	from	check-in	to	bag	drop.	Describe	the	bag	drop	situation.		3.1.1. Imagine/tell	if	something	went	wrong/exceptionally	well,	describe	what	was	the	factor?	3.1.2. Additional	questions	3.2. How	did	you	feel	about	the	situation	at	the	bag	drop?	Why?	 	
4. At	the	gate	4.1. Describe	what	happened	after	the	security	control.	4.2. Tell	me,	how	did	you	navigate	your	way	to	the	correct	gate?	How	did	you	feel	about	the	navigating?		4.2.1. Imagine/tell	if	something	went	wrong/exceptionally	well,	describe	what	was	the	factor?	4.2.2. Additional	questions	4.3. Describe	what	happened	at	the	gate.		4.4. How	would	you	evaluate	the	service	at	the	gate?		4.4.1. Imagine/tell	if	something	went	wrong/exceptionally	well,	describe	what	was	the	factor?	4.4.2. Additional	questions		
Transit	passengers	(interview	at	the	gate)	
1. From	gate	to	gate	1.1. Describe	your	journey	from	arrival	gate	to	the	departure	gate.	1.1.1. What	is	the	best	or	worst-case	scenario	that	you	think	can	happen	when	transferring	from	arrival	gate	to	departure	gate?	
2. Transit	service	2.1. If	you	needed	to	visit	the	Transit	service	desk,	why	was	that?	Describe	what	happened	at	the	Transit	Service.		2.1.1. Imagine/tell	if	something	went	wrong/exceptionally	well,	describe	what	was	the	factor?	2.1.2. Additional	questions	
3. At	the	gate	
	 44	3.1. Describe	the	situation	at	the	departure	gate.	3.2. How	would	you	evaluate	the	process	at	the	gate?	3.2.1. Imagine/tell	if	something	went	wrong/exceptionally	well,	describe	what	was	the	factor?	3.2.2. Additional	questions		
Arriving	passengers	(interview	at	the	arrival	hall)	
1. Arriving	to	the	airport	1.1. Describe	your	journey	from	the	arrival	gate	to	the	arrival	hall	(bag	belt	area).	1.2. How	did	you	find	your	way	to	the	right	baggage	belt?	1.3. Describe	the	worst-case	scenario,	which	could	happen	in	your	opinion	on	arrival.	
2. Arrival	service	2.1. In	case	you	needed	to	contact	the	arrival	service	(desk),	describe	what	happened	there.	2.1.1. Additional	questions	
3. From	the	arrivals	hall	to	leaving	the	airport	3.1. How	would	you	describe	the	arrival	process?	3.2. How	would	your	describe	your	whole	journey?					
